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The Information Services Department serves as the Library’s principal information gateway and is responsible for critical activities such as providing frontline information, assisting with research, and facilitating referrals to appropriate individuals, departments or organizations.

During the 2004/05 fiscal year, the Information Services Department again took a lead role in the management of services in the Library West Commons (LWC) located on the 1st Floor West of the Library.  The LWC is a joint venture between the Office of Information Technology (OIT), the Center for the Enhancement of Teaching and Learning (CETL), and the Library and Information Center, and provides expert research and technology assistance in a technology embedded learning environment.  During school semesters, the LWC is open 24/5, from Sunday at noon until Friday at 6pm, and on Saturdays from 9am to 6pm.  Additionally, the Department continues to be focused on enhancing information services by emphasizing information consulting, collection development, instruction and training, assessment of services, the incorporation of new resources (print and electronic), and staff development. 

This year, the department continued to implement initiatives developed during the Strategic Planning process that took place from Spring 2003 to Spring 2004.  The department is in the process of creating and refining policies for all aspects of the workflow.   Additionally, several working groups have been formed out of the strategic plan.  One is the PR/Marketing group, which is responsible for promoting the services and resources of the Information Services Department.  A monthly restroom newsletter, T-Paper, was begun in February 2005 and has gained the attention of students through its colorful, catchy “articles” and advertisements.  A successful faculty lecture series, Tuesday Talks, was also launched in February.  Subtitled, “research for all of us,” the series aims to raise the profile of the library by inviting Georgia Tech researchers to the Library to present their research in lay-mans terms.  Three talks were held during the Spring 2005 semester, with a total attendance of 149.  Finally, the group has been working on posters, featuring student athletes, which promote the library as place.  These posters will be unveiled during the fall semester.  Another group which has formed out of the strategic plan is the Information Services Desk Reorganization Committee.  This group is charged with reconfiguring the physical desk space and environs to make them more approachable and “user friendly.”


There were some changes in personnel in the ISD this year.  Computer Science Subject Librarian, Tim Daniels, left to take a position at Georgia State University, in July 2004.  Crystal Renfro and Bing Wang joined the department in August 2004. Crystal is the subject librarian for Mathematics and Industrial and Systems Engineering.  Bing is the subject librarian for Chemical & Biomolecular Engineering, Materials Science & Engineering, and Polymer, Textile & Fiber Engineering.  Brian Mathews joined the department as subject librarian for Mechanical Engineering and Distance Education in November 2004.  Jay Forrest was promoted to Information Associate III in June 2005.  Ray Bedner came to the department from the IPST library in September 2004.  Information Associates Yolanda Strayhorn and James Lee both left the department in May 2005; Yolanda to take a position in the Library Archives, and James to take a position at the Dana-Farber Cancer Institute in Boston.  The Department anticipates the arrivals of Lisha Li, subject librarian for Civil Engineering and Earth and Atmospheric Sciences, and Information Associates, Alison Valk and Terrence Hines in July 2005.


I.  ACHIEVEMENT OF INFORMATION SERVICES DEPARTMENT OBJECTIVES FOR 2003-2004
    	 	
A.	Subject Librarian/Campus and Other Outreach 
The Department continues to build partnerships with academic and research faculty through a variety of outreach and marketing efforts such as one-on-one contacts, e-mail correspondence, participation in campus meetings and demonstrations, committees and initiatives, and other outreach endeavors.  
	Subject Librarians participated in New Faculty Orientation (NFO), on August 10, 2004.  Library information packets were distributed to approximately 35 new faculty, with individual librarian follow-up.  NFO for the 2005/06 fiscal year is scheduled for August 16.
	Subject Librarian office hours were held in the School of History, Technology, & Society by Bruce Henson, the School of International Affairs by Mary Axford, the School of Public Policy by Cathy Carpenter, and in the College of Management by Patricia Kenly.  All plan to continue to offer office hours in fall 2005.
	Freshmen Experience/GT1000, 2004-2005 – Librarians Mary Axford, Cathy Carpenter, Lori Critz, and Leslie Madden participated in the Spring 2004 training and taught course sections.  2005-2006 – Librarians Mary Axford, Cathy Carpenter, Lori Critz, Leslie Madden, and Crystal Renfro will be teaching course sections.
	Joanne Tobin participated in New Graduate Student Orientation in August 2003.
	Lori Critz coordinated the library tours and participation in the FASET (Familiarization and Adaptation to the Surroundings and Environs of Tech) Marketplace in July and August 2004, in which Library employees staffed an information kiosk for two hours each during seven FASET orientations.  Over 1,500 flyers were distributed, and contact information was collected for 702 students. 
	Cathy Carpenter participated in the planning of the Georgia Tech Women’s Leadership Conference for 2004.  She also acted as Freshman Partner to a group of 14 freshman girls, and organized a voter registration drive with the SGA.  Over 500 students registered to vote during the drive.
	Lori Critz coordinated library participation in the OMED (Office of Minority Education and Development) Challenge program in July 2004.  Sixty-nine students participated in four sessions.
	Lori Critz coordinated the first ever Game Night at the Library as part of the Freshman RATS week activities on August 21, 2004.  Approximately 250 students attended various events held in the Library, and 93 competed in an Unreal competition.  Dottie Hunt and Yolanda Strayhorn helped to coordinate activities during the event.  Game Night will be held again on August 27, 2005.
	Lori Critz coordinated Library participation in the Housing Resource Fair, and had approximately 100 interactions with student dorm leaders.
	Lori Critz coordinated Library participation with the Graduate Student Exposition, and had approximately 70 student interactions.

B.	Campus committee participation 
	Mary Axford served on the Student Honor Committee.
	Jay Forrest served on the Georgia Tech Outstanding Staff Performance Awards Committee.
	Patricia Kenly served in the Academic Senate.

C.	Instruction and Training 
	The number of persons attending library instruction is approximately the same as the previous year.  The total number of classes, tours, and orientations was 144, a 13% decrease from 165 in 2003-04. The total number of participants in classes, tours, and orientations decreased from 4,881, to 3,215. Subject Librarians also spent more than 350 hours in individual consultations with students and faculty, and further outreach was conducted through office hours at other campus units. 
	Formal instruction increasingly focused on providing undergraduate education, a campus-wide priority, and on customized classes and instruction, as we endeavor to move from an “instructional model” to a “learning model,” with an emphasis on “information competencies for lifelong learning.”  2,303 undergraduate students participated in Library classes this year, including those from LCC 1101 and 1102, and GT 1000.   This was a 24% increase from 1,859 in 2003-04.  However, graduate student sessions were also an important form of outreach.  708 graduate students participated in Library classes and orientations.  
	The Library Research Clinic was open for 4 weeks, 3 days a week, for two hours at a time in the Fall Semester 2004 and Spring Semester 2005.  Twenty-one undergraduates, 4 graduates, and one alumnus, and 1 faculty member visited the Clinic for general introduction to Library resources or specific research assistance.  An average of 33 minutes was spent with each client.  The Clinic will be held again for 4 weeks each in the Fall 2005 and Spring 2006 semesters, for 3 days a week, 2 hours each day.
	Library staff answered more than 517 questions regarding patents and trademarks in 2004-2005.

D.	Continue developing marketing and advertising for reference services.
	A Library Welcome Event, organized by Patricia Kenly was held on August 24-26, 2004.  Refreshments and Library information were given out.  Approximately 650 received information about the Library.  The 2005 welcome event will be held in late August/early September 2005.  Crystal Renfro and Patricia Kenly are organizing this event.
	The PR/Marketing Group, formed out of the department’s strategic plan has developed several initiatives to market and promote reference services and resources.  See page 1 of this report for more details.

E.	Continue providing staff training and development, and emphasize participation in professional organization activities. 
Staff training and mentoring are high priorities for Bruce Henson, Crit Stuart, and other department members, as we endeavor to provide quality library services and develop a high caliber staff.

      Staff Training 
	As part of the Strategic Plan, ISD, subject workshops were provided by information consultants during monthly ISD meetings.  Additionally, guests from other departments were occasionally invited to provide information and/or training. 
	Mary Axford attended GIL Express training, scanner training, MAGE training, WebCT training, training sessions related to GT1000, and training related to service on the Georgia Tech Student Honor Committee.
	Ray Bedner attended Photoshop CS Level 1 and Level 2 training, and Dreamweaver MX Level 1 training.
	Cathy Carpenter participated in the Class of 1969 Teaching Fellows program.  She also attended 3 SOLINET workshops, "Marketing Your Virtual Library," 
Library Assessment/Standards," and "Libraries and Blogs," an online ACRL course, "Currrent Copyright Issues," "Lexis-Nexis" training and "GPO Access" training at Emory, and "Buzzport Implementation" training from OIT.
	Lori Critz attended three SOLINET workshops, “Web Design with Cascading Style Sheets,” “Link Resolvers: More Than Just Electronic Full Text,” and “Practical Library Assessment.”  As part of the Supervisory Development Certificate Program, she attended:  “Diversity Awareness for Supervisors,” “How-to-For Managers:  Preventing Workplace Discrimination,” “Budgeting for Non-Financial Managers,” “Understanding & Managing Legal Risks,” “Supervisory Skills for the New or Prospective Manager,” “How-to-for-Managers: Hiring Promotions & Raise Process,” “Supervisor Skills for Performance Evaluations,” “Managing Legal Risks,” “Building Workplace Trust through Communication,” “Basic of Supervision:  Concrete Solutions to Boost Results,” “Customer Service Skills for Managers,” “Preventing Discrimination for Managers,” “Coaching for Performance Management and Career Development,” “Fundamentals of Good Leadership,” and “How-to-for-Managers: Save the Employee:  Promoting Positive Employee Relations and the Progressive Disciplinary Process.”  Additionally, she attended a Dreamweaver MX Level 1 course through New Horizons.
	Jay Forrest attended MAGE training, and PHP 4 Introduction through Element K.  He also attended the following courses through New Horizons:  Adobe Illustrator Level 3, Microsoft Excel Level 3, SQL Level 1, and HTML 4 Level 2.
	Patricia Kenly attended census training for Georgia State Data Centers, provided by the U.S. Census Bureau.  
	Leslie Madden attended GIL Express training, training on posting grades to OSCAR, scanner training, MAGE training, WebCT training, and Subject Guides training.  She also attended the following courses related to the Supervisory Development Certificate Program:  “Supervisor Skills for Performance Evaluations,” “Diversity Awareness for Supervisors,” “Supervisory Skills for the New or Prospective Manager,” “Understanding and Managing Legal Risks,” “Project Management Basics,” and “How-to-for-Managers: Hiring, Promotions, and Raise Process.”
	Crystal Renfro attended “Open Access and Digital Preservation:  A Symposium for Scholars, Librarians, and Academic Innovators” at Emory University.
	Joanne Tobin attended the Annual Patent Workshop sponsored by the U.S. Patent and Trademark Depository Library Office, and Lexis/Nexis Extended Training at Emory University.
	Bing Wang attended Reference desk training, overviews by Georgia Tech subject librarians, MAGE training, scanner training, an ARL/ERSI GIS webcast, and a Chemistry Department seminar.  She also participated in the following e-seminars:  “Using the Cambridge Scientific Abstract (CSA) Files,” from STN “The ChemPort® Connectionism: How to Customize Your Organization’s ChemPort® Options,” from CAS, and “Tools to Help Students in General, Organic, and Analytical Chemistry,” “Steps to Creating a Resource for NMR, MS, IR, or Raman Data,” and “Basic and Advanced Search Strategies for Infrared Databases” from Bio-rad. 

Professional Association / Conference Participation
	7th Annual Conference on Teaching & Learning with Technology:  Enhancing the Learning Experience (September 2004, Los Angeles, CA) – Lori Critz.
	Preconference, 7th Annual Conference on Teaching & Learning with Technology: Information Commons:  A Learning Space Beyond the Classroom (September 2004, Los Angeles, CA) – Lori Critz. 
	American Chemical Society (Spring 2005, San Diego, CA) – Bing Wang.
	ACRL National Conference (April 2005, Minneapolis, MN) – Cathy Carpenter, Lori Critz, Bruce Henson, Patricia Kenly, Brian Mathews, and Crystal Renfro.
	ALA Midwinter (January 2005, Boston, MA) – Mary Axford, Cathy Carpenter, Lori Critz, Patricia Kenly, and Leslie Madden.
	ALA Annual (June 2005, Chicago, IL) – Mary Axford, Cathy Carpenter, Lori Critz, Bruce Henson, Patricia Kenly, Brian Mathews, and Crystal Renfro. 
	Georgia Conference on Information Literacy (October 2004, Statesboro, GA) – Lori Critz.
	GETS Science Librarians Meeting (Fall 2004, Atlanta, GA) – Bing Wang.
	GIL Users Group Meeting (May 2005, Macon, GA) – Brian Mathews.
	GPO Depository Libraries Spring Depository Council Meeting (April 2005, Albuquerque, NM) – Patricia Kenly.
	SLA Annual Conference (June 2005, Toronto, ON) – Joanne Tobin.


II.   OTHER MAJOR ACCOMPLISHMENTS

A.	Library West Commons
	The Presentation and Rehearsal Studio continues to be a popular resource for student groups.  During the 2004/2005 year 921 reservations were made for a total of 1667 hours.  A comparison of Spring 2004 (when the Rehearsal Studio debuted) and Spring 2005, shows an increase of 184% in the number of reservations made (from 176 to 500), and an increase of 228% in the number of hours it was reserved (from 290 to 952).
	An Information Services Desk Reorganization Committee was formed and has been collecting data and studying ways to make the reference desk and surrounding areas more approachable and user friendly.
	Jay Forrest provided systems support of the LWC Productivity Area iMacs, the visitor terminals, and tested and provided feedback for the LWC Productivity Dell and LWC multimedia images.
	Tony Gilmer, an OIT employee, and Bruce Henson, Head of the ISD co-manage the LWC.  They participate in monthly LWC Advisory Group meetings with Crit Stuart from the Library, and Paul Arnold, and Linda Cabot from OIT.
	Continuing the spirit of collaboration between OIT and the Library that has characterized the implementation and management of the LWC, both organizations now have cross representation on search committees for positions that will work in the LWC.  OIT’s Tony Gilmer served on 2 Library search committees for Information Associate positions and Lori Critz, from the Library,   participated in numerous OIT interviews for LWC student workers and interns.

B.	Collection/Resource Development 
The Information Services Department continues to actively participate in the Library's resource development activities and the creation of collection development policies.  Subject Librarians participated in monthly Information Resource Council meetings, significantly participated in the expenditure of over $350,000 for new monographic resources to augment the Library's collection, and also recommended databases and electronic and print journal subscriptions.  
	Leslie Madden is working with Nancy Simons to develop the Library’s fiction collections.
	Leslie Madden began a project to weed the PZ titles in the Library’s General Collection.
	Leslie Madden assumed collection management duties for the Reference and Ready Reference collections.  In Spring 2004, she coordinated a weeding project for the Ready Reference collection.  At the start of the project, 573 volumes were in Ready Reference.  By the end of the project, 119 titles were moved to the Reference collection, 20 titles were moved to the General (circulating) collection, 1 title moved to the General (non-circulating) collection, 3 titles moved to the Maps & Atlases collection, 3 titles moved to the SuDocs collection, and 14 titles were withdrawn and discarded.  Twelve titles are being replaced with newer additions.
	Leslie Madden is coordinating a shelf reading project for the Reference Collection. 

C.	Virtual Reference Service 
The Georgia Tech Library Reference Department offers virtual reference service to Georgia Tech students, faculty, and staff through email and chat service.  Cathy Carpenter coordinates Virtual Reference Services.  Overall, usage of virtual reference services was up almost 9% from the previous year.   434 email questions were answered, a 2% decrease from 444 questions in 2003-04; but 358 chat questions were answered, a 26% increase from 285 questions in 2003-04. 

 D.  Web Initiatives
	Mary Axford, Lori Critz, and Leslie Madden worked on the Subject Guides Revision Committee.  Lori Critz worked closely with Systems staff to develop a program to create dynamic subject guide pages and coordinated the efforts of Information Consultants to revise their subject guides.
	Cathy Carpenter worked with Susan Parham of the Digital Initiatives Department to create library specific channels for Buzzport, the campus-wide portal.
	Jay Forrest maintained the Library Tally Sheet and the SQL database storing tally data,
maintained the pages of Library Attendance statistics and Library tally sheet statistics, and revised the tally Sheet for the upcoming Fiscal Year.  He also developed an ISD bookmark frame for the terminals on the Information Services Desk, developed a new items in reference web page, and developed and maintained lists of Productivity and Multimedia area software.

E. Library Demonstrations, Visits, and Tours  
The Information Services Department continues to host many tours, presentations, and online demonstrations both in-library and off-site for various academic and administrative departments as well as other university affiliates and school groups. 
Joanne Tobin hosted a visit by Professor Nancy Brown of GSU and her ELMT 8350 graduate class in Special Libraries on the PTDL program.  She also visited Wheeler High School where she presented patent information to gifted students.  In addition, she attended monthly meetings of the Centennial Elementary School media committee and the Inventors Associates of Georgia as the Georgia Tech representative.  The Department also participated in approximately 15 visits from librarians at other schools who came to study the Library West Commons.

F.	Scholarly Activities
	Cathy Carpenter wrote two articles on notable Georgia women for the New Georgia Encyclopedia, “Viola Ross Napier” and “Wessie Gertrude Connell.”  She was also a featured speaker at the ALA Annual Conference program “Fostering Civic Engagement for Academic Libraries:  Models and Practices for All Libraries” in Chicago, IL on June 25, 2005.
	Brian Mathews presented two poster sessions: the first “From Orientation to Defense: Library Services for Doctoral Distance Learning Students” at the ACRL National Conference in Minneapolis, MN on April 8, 2005; and the other, “Creating a BUZZ: Attracting SCI/TECH Students to the Library!” as part of the ACRL-STS Discussion Group at the ALA Annual Conference in Chicago, IL on June 25, 2005.  He also presented, “Listening to Your Patrons with LibQUAL+” with Caroline Killens at the GUGM Conference in Macon, GA on May 19, 2005; and at the LibQUAL Share Fair at ALA Annual in Chicago, IL, he presented “Benchmarking with LibQUAL+ @ Georgia Tech” on June 27, 2005.
	Crystal Renfro presented a poster session, “Creating a BUZZ: Attracting SCI/TECH Students to the Library!” as part of the ACRL-STS Discussion Group at the ALA Annual Conference in Chicago, IL on June 25, 2005.

G.	Departmental Relations and Communication
	Jay Forrest participated in the merger of the IPST and Georgia Tech library collections.  He also maintained wayfinding signs and provided updates to floor plans during collection shifts.
	Jay Forrest maintained the ISD Auto Attendant and documented a protocol for emergency changes to library Auto Attendants.

III.	INFORMATION SERVICES DEPARTMENT GOALS FOR 2004-2005

	A.  Library West Commons
	Continue to identify and develop training opportunities for Information Services staff in the area of technology skills.
	Continue to develop partnerships with CETL and OIT. 
	Continue to evaluate the services and resources provided in the LWC to inform the creation of the Integrated Learning Resources Center (ILRC).
	Provide training for OIT colleagues as needed.

B. Customer Service (from the ISD Strategic Plan)
	Provide an inviting, well-organized desk environment that is pleasing to our customers and co-workers by
o	Perform an annual review of environmental physical needs for the ISD
o	Maintain and improve the plan for monitoring the IS desk environment.
	Commit to providing excellent service to all customers
o	Continue to develop and refine a comprehensive written policy that delineates expected customer service behaviors and guidelines for desk duty.
o	Provide each customer with the appropriate effort and focused attention.

C. Information Access (from the ISD Strategic Plan)
	Strengthen access to print and electronic resources by identifying needs and making recommendations, in a unified voice, to Collection Development Librarian and Library Administration.
	Continue “check system” to make sure that the electronic resources are available remotely at all times.
	Provide the highest level of access possible, within legal constraints, to campus visitors.
o	Provide information assistance and database instruction to all users. 
o	Provide seating at all visitor workstations. 

D. Training/Education (from the ISD Strategic Plan)
	Continue to offer monthly subject specific workshops for all Library staff.
	Identify, design, and implement needed staff training modules through the departmental strategic planning process.
	Ensure that there are at least 2 classrooms conducive to training/education that are under the Library’s control.
	Develop a program of evaluation, based on measurements of student outcomes as a result of library instruction.
	Design & implement on-going information literacy programs for the GT community, in order to support client success, life-long learning & student retention, according to the ACRL Information Literacy Standards
o	Subject Librarians will collaborate with GT schools/departments in integrating library instruction with core freshman classes that will result in an increased level of information literacy for first year students, when appropriate.
o	Individual Subject Librarians will develop an ongoing action plan to meet the information needs of their specified faculty.
o	Subject Librarians will offer and provide on-going course specific information literacy instruction for students, in their respective areas.
o	The ISD will provide ongoing opportunities for individualized instruction/consultations to meet specific information needs of faculty and students.
o	The ISD will offer a library research clinic during mid-terms each semester, or at other times as needed, at least three times per week. 
o	Continue to refine and offer general library instruction sessions. 

E.  Marketing and Subject Librarian Outreach
	Continue to enhance and increase Subject Librarian contact and outreach with faculty and students through services such as IC office hours; individualized and customized training; and participation in faculty meetings, campus committees, Teaching Fellows, Freshman Seminar (GT1000), and other outreach endeavors.
	Follow-up with Georgia Tech academic departments to ensure that they have links to the Library from their home pages.
	Continue to participate in campus and professional committees as well as other collaborations with Institute scholars and administrators.
	Maximize the Library’s presence within the Georgia Tech community by raising awareness of the Library’s services and resources.  (from the ISD Strategic Plan)
	Identify and implement effective PR and marketing avenues through the departmental strategic planning process.
	Communicate Department related services, resources, events, policy issues/changes, and librarian expertise to the Georgia Tech Community.
	Continue to distribute brochures for the Subject Librarians to promote Library services and resources.
	Continue to promote the Library through PR/Marketing efforts such as the T-Paper and Tuesday Talks series.

F.  Assessment
	Develop assessment measurements for services, resources, and staffing in the LWC.

G.  Other Goals
	Continue to focus on ways the Library can impact freshmen, including participation in GT1000, FASET, and RATS Week activities.
	Continue providing staff training and development and emphasizing participation in professional organizations and scholarly activities.
	Continue to actively participate in Library exhibit initiatives for publicity and public relations purposes.  	 
	Develop and enhance Library web pages to continue to provide value-added information regarding information resources and services.  
	Continue to participate actively in the Library's Information Resources Committee, resource development activities, and development of collection development policies.
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